E-Learning Successful Elements for Higher Learning Institution in Malaysia  by Alias, Nursyahidah et al.
 Procedia - Social and Behavioral Sciences  67 ( 2012 )  484 – 489 
1877-0428 © 2012 The Authors. Published by Elsevier Ltd.
Selection and peer-review under responsibility of i-Learn Centre, Universiti Teknologi MARA, Malaysia
doi: 10.1016/j.sbspro.2012.11.353 
The 3rd International Conference on e-Learning  
ICEL2011, 23-24 November 2011, Bandung, Indonesia  
 
E-Learning Successful Elements for Higher Learning 
Institution in Malaysia 
Nursyahidah Aliasa*, Zazaleena Zakariaha, Nor Zalina Ismaila and Mohd 
Norafizal Abd Aziza 
aFaculty of Computer and Mathematical Sciences, Universiti Teknologi MARA, Malaysia 
Abstract 
In this new century, Internet has become an important medium in human life. Widely used of Internet throughout the 
world, Information and Communication Technology (ICT) has been a driving force that transforms economic, 
business, commercial activities and socio-political changes in a borderless world. The changes has affected education 
sector thoroughly for the last few years. Nowadays, E-learning plays important roles in education institution. E-
learning is the delivery of learning, training or education program by electronic means. This new technology involves 
the use of a computer or electronic device (e.g. a mobile phone). Through the years, E-learning creates a new 
paradigm for modern education. However, study shows that there are a numbers of failures when it comes to 
implementation process of e-learning. Since the model is at the core of any technology in order to meet major 
challenges and become successful, there is a need to develop appropriate models for E-learning. Thus, to gain a better 
understanding of the phenomenon, it is vital to focus on emerged models in this area. Questionnaires been distributed 
to 120 students of Universiti Teknologi MARA Pahang in order to identify the important elements of E-learning 
based on students perceptions. The results been analyzed using SPSS. Study shows there are 10 elements to ensure 
successfulness of E-learning which are ease of use, appearance, linkage, structure and layout, information, reliability, 
efficiency, support, communication and security. It is believes that these elements are very important elements in 
ensuring successfulness of E-learning in higher learning Institutions in Malaysia. 
 
© 2012 The Authors. Published by Elsevier Ltd. Selection and/or peer-review under responsibility of i-Learn Centre, 
Universiti Teknologi MARA, Malaysia. 
 
Keywords: e-learning; succesful elements; higher learning institution 
 
* Corresponding author. E-mail address: syahidah@pahang.uitm.edu.my 
Available online at www.sciencedirect.com
i  t .
Selection and peer-review under responsibility of i-Learn Centre, Universiti Teknologi MARA, Malaysia
Open access unde CC BY-NC-ND license.
Open access under CC BY-NC-ND license.
485 Nursyahidah Alias et al. /  Procedia - Social and Behavioral Sciences  67 ( 2012 )  484 – 489 
1. Introduction 
In this new century, Internet has become an important medium in human life. Widely used of Internet 
throughout the world, Information and Communication Technology (ICT) has been a driving force that 
transforms economic, business, commercial activities and socio-political changes in a borderless world. 
The changes has affected education sector thoroughly for the last few years. Nowadays, E- learning plays 
important roles in education institution. E-learning is the delivery of learning, training or education 
program by electronic means. This new technology involves the use of a computer or electronic device 
(e.g. a mobile phone). Through the years, E-learning creates a new paradigm for modern education. 
However, study shows that there are a numbers of failures when it comes to implementation process of e-
learning. Since the model is at the core of any technology in order to meet major challenges and become 
successful, there is a need to develop appropriate models for E- learning. 
This paper discusses a result from a survey conducted to UiTM student i-Learn based on 10 elements 
identified by Zazaleena (2005). Section 2 is a literature review regarding the e-learning. Section 3 
explains a methodology of the research, which distributed a questionnaire. Section 4 discuss a result from 
analyzed the questionnaire. Then, section 5 is a conclusion. 
2. Literature Review 
E-service is all interactive services that are delivered on the internet using advanced 
telecommunication, information, and multimedia technologies. E-service is expected to help reduce 
customers’ service costs, tighten customers’ relationships and personalize marketing strategies. (Santos, 
2003). In the process of applying e-service, universities have to be alert to students’ expectations and 
needs. Awareness of e-learning offered is one of the characteristics for adoption or students’ acceptance 
on particular e-learning Students will go through a series of process and knowledge, conviction, decision 
and confirmation before they are ready to use the e-learning (Nancy, 2009). Particularly, awareness of the 
e-service alone is not sufficient in ensuring that the e-service will be used by customers as customers 
would refuse to use a very complex and not user friendly e-learning. Ease of use of innovative e-service is 
an important factor for adoption from customers’ perspectives. Not only that, web content and design is 
also essential in applying e-service. Customers are concern with the e-service capability in offering useful 
information, amount of information that can be provided, information format, languages and layout 
features (MacDonald and Thompson, 2005) (Abels et al., 1999). Other characteristic that is important that 
must be taken under consideration is regarding gaining customers’ trust (Santos, 2003). 
The assessment of quality is made during the e-learnng delivery process, which usually occurs with an 
encounter between a students and learning itself. Student satisfaction with the e-learning quality can be 
defined by comparing perceptions of the e-learning received with the expectations of the e-learning 
desired. If expectations are exceed, e-learning is perceived to be exceptional quality. If expectations are 
not met, e-learning quality is deemed unacceptable (Nancy, 2009). When expectations are confirmed by 
perceived e-learning, quality is satisfactory. The concept of e-learning quality in e-learning which is 
known as e-learning quality, can be defined as the students overall evaluation and judgment of the 
excellence and quality of e-learning offerings in the virtual learning. For online students, e-learning 
quality of a high standard is the means by which the potential benefits of the internet are realized (Yang, 
2001). Increased electronic service (e-service) quality on the internet can make online businesses more 
effective and appealing and can help them to achieve higher levels of customer satisfaction and retention 
(Gronroos et al., 2000) in e-learning (Almahamid and Rub, 2011). There is a need for e- learning to 
understand students in attracting their attention. In this situation, e-learning is facing difficulties in 
solving the problems. One alternative that has been recognized is by designing a page to be attractive by 
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utilizing colors, sound image and graphics. Dholakia and Rego (1998) said that another alternative is to 
focus on the functional presentation of content in preference to novelty and visual appeal. 
Zazaleena (2005) said Dholakia and Rego (1998) suggested a list of features that should be considered 
as important features in effective website. The features are frequency of changes, number of links to and 
from the website, complexity and extensiveness, number of pictures, enhancements and number of 
advertising banners of other firms. In contrast, research found that the number of copy- points and the 
information content of the website do not appear to attract customers. She also said Yang (2001) proposed 
seven potential factors of online service quality that should be applied when designing a website. The 
factors are reliability, responsiveness, and access, ease of use, attentiveness, credibility, and security. 
There are numbers of research on e-learning succesful model such as Alonso et. al(2005) and Kim & 
Bonk (2006). Research related to critical succesful factors ensure of e-learning discussed by Selim 
(2007). 
UiTM also take part in implementing of e-learning with existing of i-Learn Center (i-Lec). i- Learn 
Center (i-LeC) was established on the 1st of December 2005 and operate under the Academic Affair 
Division (HEA). The center is responsible for handling adaptation of e-learning in UiTM. As a start, the 
center has formally launched its Learning Management System (LMS) portal on the 30th December 2005. 
The lauching was done by the vice chancellor of UiTM. As of now, the center is coming up with strategic 
planning to ensure e-learning achieve its objectives (i-LeC, 2011). 
The successful of e-learning is depending on the perception of student as a part of user of the system. 
According to Zazaleena(2005), there are 10 elements to ensure successfulness of E-learning which are 
ease of use, appearance, linkage, structure and layout, information, reliability, efficiency, support, 
communication and security. 
3. Methodology 
This research used a methodology according to Zazaleena (2005) as shown in Figure 1. Questionnaires 
been distributed to 120 students of Universiti Teknologi MARA Pahang in order to identify the important 
elements of E-learning based on students perceptions. The questionnaires include 10 elements to ensure 
successfulness of E-learning, which are ease of use, appearance, linkage, structure and layout, 
information, reliability, efficiency, support, communication and security. The 10 elements were identified 
by Zazaleena (2005) as shown in Figure 2. A result been analyzed using SPSS. 
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Fig. 1. (a) Research Approach and Methodology (Zazaleena, 2005) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
Fig. 2. (b) Framework of Electronic Learning (Zazaleena, 2005) 
 
4. Result And Discussion 
Table 1 shows the results of the students’ perception towards each electronic service quality 
dimension. There are ten dimensions of electronic service quality, which are reliability, security, 
efficiency, ease of use, information, appearance, linkage, structure and layout, support and 
communication. Result of the study indicates that 66.4% of respondents claims that reliability is 
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important and been applied by i-Learn. 67.73% agree that security is crucial and been actively applied by 
i-Learn in ensuring students satisfaction. Other than reliability and security, 65.64% respondents have the 
same opinion that efficiency is also vital in implementing the e-learning service in ensuring students 
happiness. 67.9% of respondents claim that information is important while 65.65% agree that appearance 
is also significant. Based on the study, 60.2% respondents declared that linkage is also needed in a good 
e-learning service. Structure and layout are crucial in attracting students. The statement is approved by 
67.2% of respondents who’s believed that structure and layout of e-learning are able to attract students. 
61.73% respondents stated that support is another important feature that should be included in the e-
learning while 64.85% agree that communication is important in implementing e-learning service. As an 
overall view, result of the study indicate that respondents acquire and need good application of all ten 
electronic service quality dimensions in fulfilling their needs and satisfied them. The students’ 
perceptions are also presented in figure 4.2 to enhance understanding and ensure the result is presented 
clearly. 
 
Table 1. Level of Students Perceptions towards E-Learning 
 
E-service quality dimensions Perceptions (%) 
Reliability 66.4 
Security 67.73 
Efficiency 65.64 
Ease of use 70.34 
Information 67.9 
Appearance 65.65 
Linkage 60.2 
Structure and layout 67.2 
Support 61.73 
Communication 64.85 
5. Conclusion 
This study enabled us to identify the important aspects of e-service applied in e-learning (i-Learn). i- 
Learn applied all the 10 element to ensure successfulness of E-learning which are ease of use, appearance, 
linkage, structure and layout, information, reliability, efficiency, support, communication and security. It 
is believes that these elements are very important elements in ensuring successfulness of E-learning in 
higher learning Institutions in Malaysia. 
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